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Problem Description 
With the growth of service industry occupations, managing emotions at work has 
increased as a topic of interest among scholars and practitioners in organisational behaviour 
and human resource management(Grandey, 2000). Emotional dissonance occurs when there 
is discrepancy between organisational sanctioned emotions and actual emotions of 
employees(Zapf, Vogt, Seifert, Mertini, & Isic, 1999). This discrepancy can be associated 
with significant levels of psychological ill-health (Zapf, Seifert, Schmutte, Mertini, & Holz, 
2001). Policing is consistently ranked among the top five stressful/high-risk occupations (e.g. 
Coman, Evans, Stanley, & Burrows, 1991). Police officers act as the front-line contact when 
dealing directly with community members; they are expected to be social workers, teachers, 
role models, and counsellors. Operational police officers are often required to suppress their 
actual emotions during their work, in order to perform their job to formally designated 
procedures and standards. 
Research has indicated that sufficient job resources such as appropriate recognition 
and rewards and levels of support reduce adverse individual health and performance 
outcomes(e.g. Demerouti, Bakker, Nachreiner, & Schaufeli, 2001). It is theorized that under 
demanding work conditions, workers with a greater access to resources are more capable of 
dealing with these demands, as compared to workers with fewer resources. As a result, 
supported workers experience lower levels of exhaustion and mental illness (Bakker et al., 
2005). Thus, sufficient work resources such as work relationships, incentives and support are 
theorized to mediate the negative outcome of emotional dissonance. The present study tests 
the following research hypotheses: 
Hypothesis 1: Emotional dissonance will be negatively associated with perceived 
work resources among police officers. 
Hypothesis 2: Work resources will be negatively associated with levels of 
psychological health among police officers. 
Hypothesis 3: Work resources will mediate the association between emotional 
dissonance and psychological health.    
 
Participants and Procedure 
We invited 8,283 police officers in one Australian state police service to participate in 
this research. A total of 2,626 police officers (response rate of 32%) responded to the 
research invitation. To examine emotional dissonance among police officers we screened 
police officers who dealt directly with communities (operational police officers). Of 2,626 
respondents, 1,542 operational police officers were therefore involved in this specific study. 
We employed the five-item measure of emotional dissonance described by Zapf, et al. (1999). 
Current mental health state was measured by the General Health Questionnaire (GHQ-12) 
(Goldberg, 1972). Job resources were measured by work relationships, job rewards and social 
support. Three items were employed to assess employee satisfaction toward their work 
relationships with colleagues and supervisors, and four items were employed to assess 
employee satisfaction toward salary, promotion, work hours and job security (Warr, Cook & 
Wall, 1979). Caplan et al.’s (1975) 12-item measure of support assesses the amount of 
perceived support received from three sources: immediate supervisor and work colleagues. 
Participants were emailed a description of the research and an invitation to complete a 
confidential web-based self-report questionnaire.  
 
Results 
 The bivariate correlations between the research measures illustrated that emotional 
dissonance and work resources (work relationship, job reward and social support) were 
significantly correlated with psychological health (GHQ-12) in the expected directions. We 
employed structural equation modeling via AMOS 17 to test our proposed model (full 
mediation, M1) and the alternative model (partial mediation, M2), and examined each 
model’s ability to provide an acceptable fit to the data (Frazier, Tix, & Barron, 2004). The 
full mediated model (M1) produced a satisfactory fit to the data. However, results of the χ2 
difference test indicated that the addition of the direct effect pathway to M1 produced a 
significant improvement. Furthermore, the path coefficients from emotional dissonance to 
work resources (β = -.33, p < .001), from work resources to psychological health (β = -.42, p 
< .001) and from emotional dissonance to psychological health (β = -.14, p < .001) were all 
statistically significant and in the expected directions. The results of the Sobel test also 
indicated a significant indirect effect was apparent. 
 
Conclusion 
 The results of the study indicate that (1) emotional dissonance is negatively related to 
work resources, (2) work resources are negatively related to psychological health and (3) 
work resources partially mediated the relationship between emotional dissonance and 
psychological health among operational police officers. Evidence for partial mediation would 
suggest that work resources may explain why emotional dissonance is associated with strain. 
Our findings highlight the fact that establishing work resources can be valuable for 
employees, especially in emotionally demanding occupations such as policing. This research 
supports previous findings suggesting that effective work resources can reduce the impact of 
work stressors upon psychological strain outcomes (Demerouti et.al., 2001). The resources 
considered to be useful within this police sample consisted of supervisor support, colleague 
support, work relationships and job rewards.  The implications for increasing officer’s access 
to these resources are also discussed.  
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